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The inconsistency of service quality and the inevitability of service failure are due 
to both the invisible，diverse, non-keeping features of service  and the synchronism of 
production and consumption. Therefore the service recovery plays an important role in 
this situation; meanwhile, the expectation of service recovery and the quity awareness of 
the customers are becoming the  alternative standard in the evaluation of enterprise 
service quality and service recovery quality. The administration in repast industry should 
focus on how to proceed efficient service recovery in order to recover the loss by service 
failure, re-brighten the corporate image，  bring back the unsatisfied customers and 
increase the willing of purchase for the customers. The research is based quity theory 
and service recovery expectation theory and the research model is created on the 
information of correct service recovery model which is collected from current literature 
reviews. Questionnaire is designed and modified by using sophisticated variable 
parameters by foreign scholars in order to find out not only the influence of the four 
aspects of service fairness and service recovery expectation to the service recovery 
satisfaction, but also the relationship between service recovery satisfaction and customer 
re-purchase intention. 
The whole structure of this paper is the following: Chapter one： the background 
information and research proposal for this paper； Chapter two： Literature reviews on 
some important concepts and relationships and provides the theory basis for this paper; 
Chapter three: build up the research model and research assumption.  The data analytical 
method and research diagram of factors will also be provided; Chapter four: using the 
SPSS software to check the reliability and validity for the questionnaire and using 














five: summarize the conclusions and provide the administration advises to repast 
industry and point out the creation, limitation and future research direction. 
The results prove that the four aspects of equity theory have great positive influence 
to the service recovery satisfaction and the service recovery satisfaction provides 
positive influences to the re-purchase intention too. However, the service recovery 
expectation has negative influence to the service recovery satisfaction and re-purchases 
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第一节  选题背景与意义 
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二  选题意义 
鉴于本研究的实践和理论研究动机，本文的选题意义主要体现在两个方面： 
                                                          
① Oliver,Richard L,Swan,John E.Consumer perceptions of interpersonal equity and satisfaction in transactions:A field 
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